
 

Developing a Casework Tool for the Child, Youth and Family 

Services Program, 2017-2019 
 

Background to the Project 

This Casework Framework Project was funded through the Workforce Development Sub-Committee of the 

ACT Community Services Directorate’s (CSD’s) Child, Youth and Family Services Program (CYFSP). Families 

ACT was commissioned to undertake the work, developing and trialling a Casework Tool. The need for this 

shared tool has been identified over time through the implementation of the CYFSP Practice Framework 

(2013) and the transitioning of the Strengthening Families Project to a business as “usual model” (2017). It 

was also highlighted during the implementation of Joint Case Reviews (JCRs) in CYFSP funded Case 

Management services. Lead agencies and practitioners in the community sector have recognised that, to 

successfully embed the principles of the Practice Framework and Strengthening Families, promote joined 

up work and consistency of practice, common tools need to be adopted. 

The CYFSP Practice Framework 

The CYFSP Practice Framework was developed and trialled between 2011 and 2013. The project was 

funded by CSD and Families ACT was commissioned to carry out the work. The development of the Practice 

Framework was a response to the ACT Government’s re-procurement of the Government funded 

community services to support vulnerable, children, young people and their families in the ACT. The aim of 

the Framework is to provide practitioners from different disciplines and professional backgrounds with a 

common language and shared practice when working with vulnerable members of the community. It is 

about what practitioners from diverse professional backgrounds do in common and helps to promote 

respect for the different skills and knowledge that practitioners bring to their work. It is also designed to 

support collaboration between services and practitioners with the goal of creating a more seamless and 

integrated service system that is, strengths-based, client-driven and tailored to service users’ individual 

needs. 

The CYFSP Practice Framework is imbedded in CYFSP contracts and is used to induct new members of staff, 

for staff supervision and support and as a key reference point for JCRs. The Framework has also been 

adopted by services and programs that are not funded through the CYFSP. 

Strengthening Families 

The Strengthening Families Project was the first major ACT Government Human Services Cluster- 

Community Services sector partnership. Its aim was to analyse and address the apparent failure of the 

service system to adequately respond to and cater for the most vulnerable families in the ACT community. 

The project utilised international research focused on the elements of service design that led to improved 

outcomes for participants. There was an initial pilot that worked with 10 families to map and understand 

their service experience and to identify the barriers they experienced in accessing the services they needed 

(Improving Services for Families 2013). The aim of the pilot was to empower vulnerable families to engage 

with the service system by allowing the voice of the family to be heard through their direct involvement in 

co-designing their individualised service response. The aim was for families to build on their innate 
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capabilities to reach a stage where they could at least navigate the service system unassisted and 

ultimately reach a stage where services were no longer required. Through the pilot several key practice 

principles were clearly identified that were evidence-based and would promote best practice when 

engaging with vulnerable families: 

 Clients are actively engaged in co-designing their own plan 

 Clients only tell their story once 

 Every door is the right door to enter the service system. 

In addition, the pilot affirmed the practice principles of the CYFSP Practice Framework and developed the 

idea of the Lead Worker as the key service contact for each family. The Lead Worker role was central to the 

coordination of services in a family led, co-designed plan.  

As a result of the initial pilot, 50 families who had ongoing intensive service experience across Community 

and Government services were included in an expanded trial (Strengthening Families Project). This trial ran 

from mid-2014 to mid-2016. Throughout the trial regular Communities of Practice were held to support 

Lead Workers, to promote continuous professional learning and to improve practice. As identified in the 

evaluation of the Strengthening Families Project, Lead Workers strongly endorsed the Communities of 

Practice even though they were not underpinned by a methodology or professional learning framework. 

At the end of 2016 it was decided by the key government and community partners to transition 

Strengthening Families to a “business as usual” model. One of the challenges was how to maintain the Lead 

Worker Communities of Practice while ensuring that they operated within a supportive model of 

professional learning that created a culture of inquiry, continuous learning and collaboration. One model 

that was explored was the model of Joint Case Review that had been developed by Dr Giovanna Richmond 

from the Australian Catholic University. This model was developed using international research and 

knowledge and was designed to provide structured learning activities that involved practitioners from 

different services. JCRs provide opportunities to solve problems, share knowledge and experience that 

leads to the development of new skills and practice knowledge. 

Joint Case Review 

The trialling of the Joint Case Review model began in 2017 with the CYFSP Family Case Management 

services and Youth Engagement services. This included: 

 Belconnen Community Service – Family Case Management and Youth Engagement Programs 

 Woden Community Service – Family Case Management and Youth Engagement Programs 

 Barnardos – Family Support Programs 

 Catholic Care – Family Case Management 

 Kippax Uniting Care – Family Case Management 

 YWCA Canberra – Youth Engagement. 

Team leaders/coordinators were trained by Dr Giovanna Richmond to facilitate the model of JCR with 

services organised into two groups, one in the north and one in the south of Canberra. After initial 

reticence by practitioners, regular JCRs have continued over the last two and half years with a new cohort 

of facilitators being trained at the end of 2018. Feedback from practitioners has been overwhelmingly 

positive and many practitioners have identified how JCRs have contributed to their professional knowledge 

and growth. This model has grown in strength and is now evolving a deeper level of professional learning, 

knowledge and collaboration among practitioners. There is however a recognised need for further 

workforce development in a consistent and coherent approach to casework practice across the service 

system. 

  



 
Development of a Casework Tool for the CYFSP, 2017-2019   3 

Development of the Draft Tool 

Case Management Practice and the ACT Child, Youth & Families Services Program 
In 2013 Families ACT commissioned a research paper into “Case Management Practice and the ACT Child, 

Youth and Family Services Program”. The objective of the project was to collect information to inform the 

development of a position paper and a proposed case management model that could be utilised by the 

eight CYFSP funded Case Management services. The report documented contemporary research knowledge 

about case management approaches used to assist vulnerable people access and negotiate complex service 

systems. It also documented the practices and experiences of caseworkers in the CYFSP funded Programs. 

During the research the majority of participants indicated that their agency did not have a case 

management framework or guidelines and there was considerable variation in their interpretation of what 

case management was. The paper outlined a range of models of case management, highlighted barriers to 

effective case management and describe what constitutes good practice. The findings of this report have 

been incorporated into the design of the Casework Tool. 

Survey to Explore CYFSP Workers’ Perspectives on Case Management 
For the first stage of the Project, in 2017, Families ACT commissioned the Institute of Child Protection 

Studies to undertake a survey to explore CYFSP funded program workers’ understanding of and 

perspectives on case management. The survey was sent via email to 73 potential participants, with 42 

responses being received and 33 respondents completing all questions. The report Perspectives on Case 

Management: A qualitative exploration of workers understanding of case management (Institute of Child 

Protection Studies, ACU January 2018 highlighted “a lack of clarity and continuity about what constitutes 

case management”. The report also noted conflicting findings about the role of casework, with very few 

respondents listing casework as a component of case management. Despite the varying views on case 

management/casework, the majority of those surveyed felt that it was important that there should be a 

shared understanding of casework practice across the sector. 

 

Evidence Base and Practitioner Guide 
In the second phase of the project Families ACT engaged Dr Giovanna Richmond to provide the evidence 

base and practitioner guide for the draft Casework Reflective Tool. A draft Tool was developed for 

consultation prior to trialling the Tool in programs. The draft Tool focused on 5 areas of casework practice: 

 Evidence-informed theoretical and practice knowledge 

 Strengths and relationship-based future focused practice 

 Child-centred family focused practice 

 Youth focused family practice 

 Family focused youth practice. 

Using these focus areas, the Tool posed practice questions through four phases of casework practice. 

Initial Focus Groups May 2018 
Two focus groups were held to provide feedback on the draft Casework Tool, one for managers and one for 

practitioners. Participants were provided with an overview of the Tool. Group discussion focused on over-

arching principles and an examination of practice-specific considerations and questions. Participants were 

also asked about ways in which the Tool could be used and its overall usefulness as a support for reflective 

practice. The Tool was then modified in preparation for the pilot and case management services in the 

CYFSP invited to participate. 
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Piloting the Draft Casework Reflective Tool 

Structure of the Pilot 
The pilot commenced in June 2018 with the following agencies participating: 

 Belconnen Community Service – Family Case Management and Youth Engagement 

 Woden Community Service – Family Case Management and Youth Engagement  

 Barnardos – Family Case Management 

 YWCA Canberra – Youth. 

These agencies were joined in August and October by: 

 Tuggernong Community Arts Messengers Program 

 The Education Directorate’s Flexible Off Campus Learning Program.  

Purpose 
The overarching aim of the pilot was to trial and finalise the Casework Reflective Tool for working with 

vulnerable children, young people and their families.  The Tool was designed to create greater clarity about 

casework and promote practitioner reflective practice. The focus for the trial was to assess the acceptability 

and usefulness of the Tool in working with vulnerable clients and the extent to which it was able to support 

the work of practitioners and promote deeper learning. 

Objectives 
The pilot testing was designed to answer the following questions about the Casework Reflective Tool: 

 How do the different elements of the Tool fit together and promote good practice in direct work 

with vulnerable children, young people and their families? 

 In what ways is the Tool helpful? 

 What difficulties have been experienced in implementing the Tool and how could these be 

overcome? 

 In what ways is the Tool unhelpful or unclear? 

 Are there any unintended consequences of implementing the Tool? 

 How should the Tool be modified in order to: 

a. make it easier to use? 

b. make it more effective? 

 

 What is the best way to introduce the Tool to other service providers and facilitate their 

understanding and utilisation of it? 

 

These questions were explored by working closely with the trial sites in the application of the Casework 

Reflective Tool.  This allowed for an in-depth investigation to identify any issues associated with using the 

Tool that will need addressing in the future.  It also provided an opportunity to examine those local 

conditions and environments in which agencies operate which affect the application of the Tool. 
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Implementation 
All agencies signed a Memorandum of Understanding prior to participating in the Pilot (see Attachment 1).  

All participants undertook a Baseline Pre-test (Attachment 2) to assess their knowledge and confidence in 

six areas of practice that are key components of the Tool  and then a post-test at the end of the trial 

(Attachment 3). The pilot coordinator had an initial meeting with staff in all participating programs to 

introduce the draft Tool and to discuss the trialling process. All programs were required to meet on a 

regular basis with the pilot coordinator and provide feedback on the key research questions for the pilot- 

What difficulties have been experienced in implementing the Tool and how could these be overcome? 

At the second meeting with participating teams participants were given the research questions that they 

would be asked to respond to and provide feedback on. At the final meeting with participating teams 

feedback on the research questions was solicited both orally and in writing. All programs were invited to 

attend two final focus groups, one for managers and one for practitioners (Attachments 4 & 5). These focus 

groups were held in February 2019 and were structured to incorporate the feedback on the trial research 

questions and explore options for the formatting of the Tool. All the feedback from the final focus groups 

was recorded and used to create the final iteration of the Casework Reflective Tool.  

Outcomes 
At the beginning of the trial all participants actively used the Tool initially with just two clients and from the 

outset there were several clear domains where the use of the Tool was influencing practice in programs. 

These combined with the feedback from the final focus groups and responses to the research project 

comprise the outcomes from the pilot and inform the content and format of the final iteration of the 

Casework Reflective Tool. Please note: numbering does not indicate a hierarchy of importance. 

Casework Practice 

 The Tool is very flexible, and its use can be personalised by individual practitioners. 

 Practitioners have highlighted the benefits and importance of a shared language for casework to foster 

collaborative work. 

 Using the Tool has created a far greater emphasis on child/young person centred approaches and 

prioritising the safety of children and young people. 

 Many practitioners have observed that using the Tool has improved the quality of their relationships 

with clients and has amplified the voice of the client. 

 Practitioners across all programs have expressed a much clearer understanding of strengths-based 

practice. 

 Practitioners have identified gaps in their own practice and used the Tool to find creative solutions to 

practice problems. 

 There has been a significant increase in individualising and co-creating client plans, finding solutions 

and planned closure and exiting of clients from programs. 

 Many practitioners feel more confident in their work, particularly youth engagement workers, many of 

whom have not been trained in casework. 

 Practitioners have observed that they now have a far greater focus on outcomes for clients. 

 Practitioners are looking more closely at finding natural and community-based supports for clients. 
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Reflective Practice 

 There has been a significant increase in practitioner reflective practice across all participating programs. 

 Managers and supervisors used the Tool extensively as an aid to formal and informal staff professional 

supervision. 

Program Changes 

 Practitioners have utilised the Tool as a living document and use it in their daily work as a prompt to 

find solutions and as a reflective Tool. 

 Programs have examined their program documentation and changed not only documents but intake 

and assessment practices to align more closely with the Tool. 

 The Tool has created richer team discussion and sharing of ideas. 

 Practitioners identified that it has helped support more collaborative ways of working across the CYFSP. 

 Systemic Issues 

 The trial has identified ongoing workforce development needs, including sector-wide professional 

learning with a focus on child/young person-centred approaches to practice, as well as youth sector 

specific professional learning in youth-centred, family focused ways of working.  

 As the trial has progressed, practitioners in the CYFSP funded programs have clearly identified that a 

significant barrier to collaborative work with complex clients is that staff from other agencies/programs 

do not use common practice. Trial participants have identified this both in other Government agencies, 

in schools and in Health, but also with other community sector agencies who are not familiar with the 

Practice Framework or the Case wrk Tool. 

 Practitioners in the trial have also raised concerns about the lack of common, strengths-based 

assessment Tools. They note that most referrals they receive come from a deficit view of clients. This 

can often be attributed to the crisis-driven nature of the service system and the way in which access to 

scarce services is prioritised. The development of common strengths-based assessment Tools could 

potentially be linked to the Service Improvement Project. 

Formatting of the Final Tool 

 Practitioners expressed the view that the Tool needed to be less complicated and more streamlined 

 Practitioners want to see the Tool available not only as a one-page document linked to the Practice 

Framework but also as a booklet, in an on-line version and potentially as an app. 

 

Final Tool  

The final Tool has been simplified and streamlined to align with the Practice Framework. The practice 

principle of Evidence Informed and Theoretical Practice Knowledge has been removed from the Tool as it 

was seen to more clearly fit with the work being undertaken in the Youth Coalition’s Service Improvement 

Project. The final Tool has been discussed with a small group of participants in the pilot who have provided 

positive feedback about the structure and layout of the Tool. The format and structure for a practitioner 

booklet has commenced. 
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Conclusion 

The development and piloting of the Casework Reflective Tool has led to an improvement in the quality of 

casework and shown that a common language and way of conducting casework can promote collaborative 

practice. The trial demonstrated an improvement in reflective capacity and increased confidence of 

practitioners and a stronger focus on client driven practice and program design. Participants in the trial 

reported greater understanding of the principles of evidence-based casework practice, in particular 

strengths-based practice, and a stronger focus on improving outcomes for clients. Practitioners found the 

Tool easy to use and were able to adapt it to their own particular way of working with clients. The 

effectiveness of the Tool in contributing to improved outcomes for clients will only be ascertained with a 

wider dissemination of the Tool across and beyond the CYFSP services and measured over time. 

Implications for Workforce Development 

Consideration needs to be given to providing sector-wide professional learning with a focus on child/young 

person-centred approaches to practice and youth sector specific professional learning in youth-

centred/family-focused ways of working.  

Ongoing implementation of the Casework Reflective Tool will require workforce development that is linked 

to or a component of the CYFSP Practice Framework/Strengthening Families Training. This will require 

redesigning the current training and more time will need to be allocated to the training sessions. This 

training should be an integral part of induction to working in the sector. Families ACT would like to 

introduce this training in 2019-20. 

There are implications for professional learning and workforce development for the implementation of the 

ACT Governments “Early Support by Design” strategy and reform agenda. The strategy advocates for 

outcomes focused, early intervention, which requires significant levels of collaboration across the service 

system. This implies a common language and shared practice principles in a systems approach. 

Some ACT Public High Schools have expressed interest in the Tool for the use of Student Welfare Teams 

and other schools may also be interested. This would require the development of a training program 

specifically for schools as well as support for implementation of the Tool. 

Implications for the Community Sector Industry Strategy 

There are implications for the ACT Tertiary Education and Training sectors. New graduates, particularly in 

the Youth Sector, have little or no training in the practice principles of casework. For the sector generally 

preservice education should incorporate greater emphasis on strengths-based, outcomes-focused practice 

that places co-design at the centre of client work. 

Implications for CYFSP Contracts 

We understand that CYFSP contracts from 1st July 2019 will incorporate the expectation that casework 

providers will implement the Casework Tool.  
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Attachment 1 
 

Memorandum of Understanding to Pilot the CYFSP Casework Tool 

Between Families ACT and [Name of Organisation] 
 

1. Purpose and scope 
The aim of the pilot project is to trial and finalise the Casework Tool for working with vulnerable children, 

young people and their families.  The primary focus is to monitor the acceptability and usefulness of the 

Tool in working with vulnerable clients, and to assess the extent to which the Tool can support the work of 

practitioners by providing a vehicle for reflective practice. 

Staff and managers working in the Child, Youth and Family Support Program funded by the Community 

Services Directorate, ACT Government will participate in the pilot project’s training program. 

Action research methods will be used to trial the Casework Tool.  This approach will allow for an in-depth 

investigation to identify any issues associated with using the Tool in the child, youth and family sector that 

will need addressing in the future. The findings from the pilot will be used to enhance or modify the Tool. 

The focus of the pilot for (NAME OF ORGANISATION) is to test the usefulness of the CasewWork Tool with 

each practitioner using the Tool when working with 3 clients. The pilot will run for a four month period, 

commencing on 1 July 18 and ending on 31 October 2018.  

Each party to this MOU is responsible for its own expenses related to this MOU.  There will be no exchange 

of funds between the parties for tasks associated with this MOU. 

2. Responsibilities 
Each organisation will appoint a person to serve as the official contact and to coordinate and drive the 

activities of each organisation in carrying out this MOU. 

The internal driver for Barnardos is: 

NAME 

PHONE 

EMAIL 

The driver for Families ACT is: 

Fiona MacGregor 

Ph: 0439 400 102 

E: fionamac1@hotmail.com 

 

The parties agree to the following tasks for this MOU: 

Families ACT will: 

 Facilitate practitioner feedback every 4 weeks during the pilot period and document these sessions 

 Provide ongoing contact for feedback and consultation 

 Provide knowledge transfer 

 Provide feedback to senior managers 

 Disseminate pilot findings (interim and final) to sector and CSD. 
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[NAME OF ORGANISATION] will: 

 Ensure staff participate in training program commencing in July 2018 

 Ensure senior and middle managers participate in training program on collaboration 

 Allow staff to participate in feedback sessions 

 Appoint an internal driver to:  

o coordinate implementation of action plans 

o Create regular opportunities for staff supervision and reflective practice 

o ‘Moderate’ peer group supervision sessions (if applicable) 

o Negotiate implementation of actions to counter internal barriers experienced by 

practitioners/managers in applying practice framework. 

 

3. Communication and exchange of information 
The findings of the pilot will be disseminated to the Child, Youth and Family Support sector and the 

Community Services Directorate, ACT Government.  The dissemination methods will include presentations 

and a final written report to the CYFSP Workforce Development Sub –Committee. 

4. Terms of understanding 
The term of this MOU is for a period of 4 months from the effective date of this agreement.  It will be 

reviewed within 2 months to ensure that is fulfilling its purpose and to make any necessary revisions. 

Either organisation may terminate this MOU upon 30 days written notice without penalties or liabilities. 

Authorization  

Signed: 

Name:  

Organisation:  

Title: 

Date: 

Name: 

Organisation: 

Title: 

Date: 
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Attachment 2 

 

Baseline (pre-test) 

 

Unique identifier. Please write your initials, birth day and month as a (relatively) confidential 

identifier (e.g. I am JDB1503):  

 

Please provide responses for each statement below.  Please CIRCLE the answer that best reflects 

how you feel now.  

 

Please rate your   
understanding of what 
‘strengths based practice’ is 
 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate your   
understanding of what 
‘evidence based practice’ is  
 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate your confidence 
in engaging with hard to 
engage clients 
 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate your confidence 
in casework practice 

Not 
confident 
at all  

Not very 
confident 

Relatively 
confident 

Confident Very 
Confident 

Please rate your confidence 
in child/young person 
centred family focused 
practice 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate you 
understanding of the 
phases of casework 
practice and how to 
support clients through the 
phases of casework 

No 
existent 

Not very 
good 

Average Good Excellent 

 

What are your concerns regarding casework practice? 
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Attachment 3 
 

Baseline (post-test) Practitioners 

 

Unique identifier. Please write your initials, birth day and month as a (relatively) confidential 

identifier (e.g. I am JDB1503):  

Please reflect on how your participation in the trial of the Casework Tool may have influenced or 

changed your practice.  Please CIRCLE the answer that best reflects how you feel now.  

Please rate your   
understanding of what 
‘strengths based practice’ is 
 

Non 
existant 

Not very 
good 

Average Good Excellent 

Please rate your   
understanding of what 
‘evidence based practice’ is  
 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate your confidence 
in engaging with hard to 
engage clients 
 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate your confidence 
in casework practice 

Not 
confident 
at all  

Not very 
confident 

Relatively 
confident 

Confident Very 
Confident 

Please rate your confidence 
in child/young person 
centred family focused 
practice 

Non 
existent  

Not very 
good 

Average Good Excellent 

Please rate you 
understanding of the 
phases of casework 
practice and how to 
support clients through the 
phases of casework 

No 
existent 

Not very 
good 

Average Good Excellent 

 

1. In what ways has trialling the casework Tool influenced or changed the way you work 
with clients? 
 

2. Has using the casework Tool increased your confidence in casework practice? 
 

3. Has using the casework Tool changed your participation in and or experience of 
professional supervision? 
 

4. Do you think that using the casework Tool has changed or improved outcomes for 
clients? 
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Attachment 4 
 

CYFSP Casework Trial Final Focus Group for Practitioners 

 

Time: 10.00 -12.00 

Date: 19/2/19 

ACT Youth Coalition 

1. Welcome and Introductions 

2. Apologies 

3. Outline of the Focus Group 

Focus Questions (individual work on butchers’ paper) 

1. Describe the five most significant ways that the trialing of the Casework Tool has 

influenced or changed your practice as a caseworker? 

2. Describe the five most significant ways that the trialing of the Casework Tool has 

influenced or changed your practice or the practice in your team? 

 

Report back and ranking with post-it notes 

 

3. How has the Casework Tool improved your reflective practice, professional conversations 

and team work in programs? 

4. In what ways does the Casework Tool fit well with the CYFSP Practice Framework? 

5. Has the Casework Tool changed the way in which you write and utilize your case notes? If 

so please describe. 

Morning Tea 

Group Discussion 

1. In what ways has using the Casework Tool been helpful in your work? 

2. Are there ways in which the Casework Tool is un helpful and may require revision or 

changes? Consider possible modifications that would make it easier to use or more 

effective. 

3. Are there any unintended consequences both negative or positive in using the casework 

Tool? 

4. Have you observed any changes to the client’s service experience, engagement or 

improvement in outcomes because of using the Casework Tool? 

Advice on presentation, formatting and packaging 
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Attachment 5 
 

CYFSP Casework Trial Final Focus Group for Managers and Supervisors 

 

Time: 10.00 -12.00 

Date: 18/2/19 

ACT Youth Coalition 

1. Welcome and Introductions 

2. Apologies 

3. Outline of the Focus Group 

Focus Questions (individual work on butchers’ paper) 

1. Describe the five most significant ways that the trialing of the Casework Tool has influenced or 

changed your practice as a supervisor. 

2. Describe the five most significant ways that the trialing of the Casework Tool has influenced or 

changes the practice of the teams you supervise. 

3. Has the Casework Tool improved reflective practice, professional conversations and team work 

in programs? 

4. Does the Casework Tool fit well with the CYFSP Practice Framework? 

Report back and ranking with post-it notes 

Morning Tea 

Group Discussion 

1. In what ways is the Casework Tool helpful to practitioners? 

2. Has there been difficulties at a program level of implementing the Tool? If so, how have these 

difficulties been overcome? 

3. Are there ways in which the Casework Tool is unhelpful and may require revision or changes? 

Consider possible modifications that would make it easier to use or more effective. 

4. Are there any unintended consequences both negative or positive in using the casework Tool? 

5. Have you observed any changes to the client’s service experience, engagement or 

improvement in outcomes because of using the Casework Tool? 

Advice on presentation, formatting and packaging 

 


